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HEALDS ROAD SURGERY
PATIENT SURVEY REPORT 2014
Profile of Practice population
Total number of Patients = 7257
3498  female

3759   Male
Ethnicity Figures
1%    Chinese

2%     Polish

27%   White British

70%    Asian community
The above figures indicate the gender and ethnicity of our patient population.  In terms of  social factors the population comprises of a large number of the Asian community with language barriers.

The PPG group has continued efforts to meet to discuss further improvement in services offered at the Practice, to find possible solutions to issues raised in order to further enhance patient experience. We are also always open to any new members.
This particular year was a challenging one for the PPG group in the light of the changes taking place at both national and local level.  Discussions mainly centered around the areas listed below:
Move of premises (settling in)

Interactive website

Continuing changes in the NHS,

 CQC 

Patient Survey

Staffing 

Online Prescribing/appointment bookings

Repeat Prescription requests via phone in.

Car Parking

It was decided to use the previous year’s survey in addition to mini surveys which were conducted at different points in the year in order to determine patient satisfaction following a consultation with the doctor or nurse as well as, experience at the reception desk.  Patients were also requested to comment on the services provided at the practice and to suggest any improvements or additions we could make.
The survey was to be conducted over a 10 day period.  Posters were placed in the waiting areas, in addition to reception staff requesting patients to complete the surveys.  We also enlisted the help of a couple of our PPG members to assist us in carrying out the surveys over the 2 week time period.
Summary of results

We distributed 190 questionnaires in line with the DES guidelines which required 25 per thousand. 120 of these were returned. The following table indicates the results of the survey which were collated within the Practice and to some extent the PPG group
The following table summarizes the individual scores for the evaluation questions in the survey i.e. the ones where patients made a judgment about how good that aspect of care was. They are represented as a percentage of the maximum possible score, so the best possible score in each case is 100. You will be able to see the areas where the practice scores well and where improvement may be needed. 

In terms of demographics, we received back 70 questionnaires from females and 50 from males.
ACTION PLAN
The PPG members met to discuss the findings of the survey and to formulate an action plan. This provided them an opportunity to discuss or comment on the results and to initiate any changes that may be required in the services provided by the Practice. 
The survey was analyzed in detail and compared to our 2013 survey results. The action plan for 2013 was measured against our action plan for 2014. The PPG group prioritized issues/improvements which were vital to the running of a more efficient practice.  The action plan for 2014 highlights these areas and clearly indicates patients’ views/requirements alongside solutions that have been or will be put into place over the coming year.


	Q1 Speed at which the telephone was answered initially
	72%

	Q2 Length of time you had to wait for an appointment
	75%

	Q3. Satisfaction with convenience of day and time of your appointment
	84%

	Q4. Satisfaction with availability of particular doctor
	81%

	Q5. Satisfaction with the waiting time to see the doctor or nurse
	79%

	Q7. Satisfaction with the opportunity of speaking to a doctor or nurse on the telephone when necessary
	79%

	Q8Satisfaction of obtaining a home visit when necessary
	79%

	Q9 Level of Satisfaction with the extended hours offered at the surgery
	80%

	Q10. Satisfaction with prescription being ready on time
	92%

	Q11 Satisfaction with correct prescription being issued
	88%

	Q12. Satisfaction with how easy it is to obtain test results 
	71%

	Q13. Satisfaction in the way you are treated by the receptionist.
	76%

	Q14. Satisfaction with doctor's explanations
	85%

	Q15. Satisfaction with the time doctor spends
	83%

	Q16. Satisfaction with doctor's patience
	90%

	Q17. Satisfaction with doctor's caring and concern
	84%

	Q18. Ability to understand problem after visiting doctor
	79%

	Q19. Ability to cope with problem after visiting the doctor


	78%

	Q20 Would you like to be able to order prescriptions and book appointments online?
	77%








	You said…
	We did…
	The result is…

	
	
	

	Shortage of GP 

Appointments


	Interviewed new GP’S
	One new GP plus 2 nurse practitioners

	Shortage of nurse appointments


	Arranged for extra nursing hours
	2 part time new nurses

	Shortage of minor surgery clinics
	We now have 2 minor surgery rooms with 2 additional clinical staff who have completed training in this area
	 More minor surgery appointments are now available

	Waiting times for nurses and GPs long at times
	Attempt where possible to keep them short


	Also an extra GP plus additional nurse practitioners. Timing of appointments modified

	Shortage of blood clinics


	Trained another HCA
	We now employ 2 trained health care assistants plus one who is near completion of training

	Improve our website
	We have contacted an alternative website company.
	Plans in place to implement a more interactive website

	We wish the prescription telephone request service to continue
	Currently being discussed in view of online prescription service to be available on surgery website
	

	Our reception staff require further training
	To organize further training for our reception staff in house
	Training sessions to be held throughout the year

	Telephone access needs improving
	We will be discussing this issue with our telephone providers with regards to redirecting lines for easier access.
	Improvements to telephone systems to be initiated shortly. In addition to this we will also be encouraging patients to use the online appointment  booking system 

	Limited car parking
	
	We have found people who have appointments at the hospital using our car park – Parking for surgery patients only sign to be put up in the coming months. Also holding discussions in relation to number of clinic per day.
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